Di st ance Support

Abst ract

In March 1999 CNO N86,
message 151339ZMAR99,

t asked NAVSEA to take the
lead in the devel opnent
and coordi nati on of

Di stance Support efforts.
The objective of Distance
Support is to provide the
Fl eet with coll aborative
i nfrastructure support

t hat | everages both Navy
and I ndustry resources to
i nprove readi ness, reduce
wor kl oad afl oat, and

i nproves the Sailors’
quality of service. In

t he past, support efforts
and new initiatives had
been devel oped and

i npl ement ed separately.
Today’ s e-busi ness and

i nformati on technol ogy
provides the ability to
consol i date both singul ar
efforts and data into a
cohesi ve support structure
and a shared data

envi ronnent. Di stance
Support will be a key
enabl er for process and
infrastructure
transformati on and the
cornerstone of the Navy
for the 21st century
providing a coll aborative
infrastructure and shared
data envi ronnent. Thi s
initiative will |everage
t echnol ogi cal capabilities
with the System Comrmands,
Fl eet resources, and

| ndustry partners to

i nprove Sailor quality of
servi ce and provide
efficient, effective, and

responsi ve support
wor | dw de. The Di stance
Support effort,

coordi nated by the Anchor
Desk, is being devel oped
t hrough a phased

i mpl enmentati on plan that
utilizes existing e-

busi ness technol ogy and

| T-21 infrastructure for
fl eet support policies,
processes and
infrastructure
transformati on. \When
fully inplemented, the

Di stance Support Concept
will provide the Sailor a
single point-of-entry and
process for al

adm ni strative, technical,

and personal support. The
shared data environnent
wi |l provide: the support

infrastructure the data to
proactively analyze and

i nprove system and

equi pnment

operabi lity/ mai ntainabilit
y, the System Commands the
data and information for
resource allocation and

Fl eet/ shi ps commanders the
data and information to
support tactical

Deci si ons
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I nt roducti on

As the Navy continues to
reshape operati onal

phi | osophies to match the
threats facing the world
today as well as fiscal
realities, the role of the
US Navy sail or shipboard
is also changing. Gone is
the day that tasking is
nmoved shi pboard sinply
because the sailor is
there. As highly trained
and val ued prof essi onal
techni ci ans, the sail or of

the future will optimze
his tine and tal ents
around his skill area, not

in menial tasking. New
ship design for the
Twenty-first century
reflects this change and
t he expl osi on of

conmuni cati on technol ogy
seen in the commerci al
arena help I end credence
to the thought that in the
Navy today, business no
| onger needs to be
conduct ed as usual .
Pivotal to the Navy’'s
ability to | everage
cutting edge technol ogi es
to redefine the role of
our sailors and fleet
operations is a re-
definition of the roles
and met hods by which the
shore infrastructure
provi des the support
required by every ship.
The depth and breadth of
capability found within
the many facets of the
infrastructure that

supports fleet activities
is now and al ways has been
phenonenal . The
performance of US forces
during the Gulf War is
testinmony to this
capability. But many
facets of the current

Fl eet Support processes
and infrastructure were
created during the Cold
War and tend to foll ow

st ovepi ped, independent
functionalities. Current
fiscal austerity and
restructure has strained
support effectiveness. In
an effort to regain

ef fecti veness and
efficiency many support
organi zati ons have turned
to the benefits offered by
i nformation technol ogi es
as a legitimate nmethod to
create nore coverage with
f ewer resources.
Unfortunately, w thout
coordi nated and i ntegrated
policy, process and

i nfrastructure change the
shi pboard sailor’s task of
obt ai ni ng the needed
service i s even nore
confusing. Clarity,
sinplicity effectiveness
and efficiency are

achi eved t hrough bot h,
applied discipline of

t echnol ogy, and
process/infrastructure
adapt ati on/transfornmation.
In March 1999, CNO N86

t asked NAVSEA to take the
|l ead in the devel opnment
and coordination of the
Navy’ s Di stance Support
efforts. The Distance
Support Concept focuses on



providing the Fleet a
single point-of-entry or
portal utilizing cutting
edge technol ogy to provide
the infrastructure and
support necessary to

i mprove readi ness and
reduce wor kl oad afl oat .
Thi s concept envisions an
i nt egrated support process
and infrastructure that
provi des the tools,
comruni cati on,

coordi nation, and

di sci pli ne needed to

provi de the support
required by the Fleet. It
w |l establish the
architecture and

col | aborative
infrastructure necessary
for a shared data

envi ronnent to provide the
support infrastructure the
ability to proactively
anal yze and i nprove system
and equi pnent

operabi lity/ mai ntainabilit
y. Distance Support wll

i ncorporate the
capabilities of the Naval
Syst em Commands, |ndustry,
and existing technology to
provi de greater efficiency
in the support processes
for today’'s Fleet as well
as the optimally nmanned,
contractor supported

pl atforns of the future.
The Di stance Support
Concept, when fully

i npl enented, will utilize
t he Di stance Support
Portal / Anchor Desk
(WNA@anchor desk. navy. m | /1
.877.41TOUCH) as its

i mpl enentation vehicle to
provi de the tools required

for a single entry point
to support the Fleet and
reduce the nunerous
support options that
today’ s Warfighter nust
traverse. The pl ethora of
toll free phone nunbers,
web pages, governnment
agenci es, and contractor
support facilities

di ctates that the Navy
streamines its support
process. |In accordance
with CNO tasking, Distance
Support is being

i npl emented in an
integrated fashion to
provi de a support
infrastructure that wll
become nore efficient,
provi de the Fleet a

st andard, consistent neans
to access the grow ng
support provider network
ashore, and consolidate
data reporting

requi renments. On My

11, 1999 then NAVSEA Vice
Commander ( RADM Phi
Balisle) initiated the

Di stance Support/ Anchor
Desk concept. In his
openi ng remar ks he
succinctly described the
future by stating, the
driving force behind the
Di stance Support Concept
is the proposed reduced
manni ng of the DD 21, the
foll ow on 21st century
platforns, and their
relative dependence on
shore based
infrastructure. To strive
for workl oad reduction
af | oat by seeking greater
efficiencies in support
processes only makes sense



in an atmosphere of
reduced shi pboard manni ng,
shrinking shore
infrastructure, and budget
reductions. In building
the Navy of the 21st
Century, Distance Support
initiatives will need to
have one eye on the future
while drawing fromthe
experi ence of the past.

Di stance Support al so
provi des a cost efficient
means to support | egacy

pl atf or nms.

Phased | npl ement ati on

The inmpl enentation of the
Di stance Support concept
and its tools is a three
phased approach desi gned
to provide proactive and
opti mum support to the
fleet. When fully

devel oped, these tools
will conprise the Distance
Support Portal/Anchor Desk
and will include e-support
capabilities the Navy

I ntegrated Call Center,

pl atform resi dent data,
Tel e- Assi st/ Col | aborative
functions, and a Shared
Dat a Environment. The
goal is to align current
functional stovepipes
(mai nt enance, training,
supply, |ogistics,

medi cal , and personnel,
etc.) into a seanl ess
support network, which
will provide efficient,
effective support. To
achi eve the Di stance
Support vision, a
transformati on of the
support processes that
serve the deckpl ate sail or
must occur. This change

will affect every |evel of
t he support infrastructure
that currently provides
service. As greater
efficiency is demanded and
nmore workload is shifted
from shi pboard to shore,
support providers wll
evolve into a

col | aborati ve
infrastructure, free of
functional stovepi pes.
Through know edge sharing
and | everagi ng of
resources and investnents
within a comopn data
environnent, we will be
able to better support the
Fl eet of the 21% century.
The Di stance Support
effort is characterized as
a key enabler to adapt and
transition today’ s support
infrastructure and

busi ness processes to

| everage the tools and

t echnol ogy of e-business
and i nformation

technol ogy. The
managenent phil osophy is
to be the catalyst to
establish a col |l aborative
transformation effort

bet ween governnent and

i ndustry. A three-phased
approach has been sel ected
to ensure structure;

busi ness process and

t echnol ogy are coordi nated
and integrated for an end-
to-end col | aborative
support process. The
first phase established
the structure and process
for centralized support
and authoritative data and
support source, the second
phase established the



process and infrastructure
to deliver the capability
to deployed units via the
Di stance Support Port al
and the third phase
focuses on a fully shared
data envi ronnent.

PHASE ONE

To establish the structure
and process for
centralized support and
authoritative data and
support there nust be a
centralizing effort that
sinplifies the support
process and renoves the
burden of understanding

t he support infrastructure
for the sailor. For this
change to be effective,
there nmust be a central
poi nt that bears the
responsibility for
ensuring issues get
resolved. In sinple
terms, this can be thought
of as the trouble | og

mai nt ai ned by many shi ps
in DCC. Call one nunber
and your problemis now

t he Chief Engineer’s
responsibility. The
exanpl e of the shipboard
troubl e | og contains
several |essons that nust
be incorporated in the
Navy’s information

cl eari nghouse as wel |,
access nust be sinple and
wi dely known; trust nust
be earned, that when a
request for support is

pl aced actions will occur
and the infrastructure
must be prepared to
support the request. The
I ntegrated Call Center

(1 CC) comenced operations

i n August 1999 when VADM
Nanos received the first
call from an operational
fleet unit. A joint
NAVSEA/ NAVSUP initiative,

t he 1 CC has perfornmed
exceptionally well since
its inception and
continues to prove its
worth through superior
custonmer service and
resource utilization.

Al t hough t he subj ect
matter of calls received
by the ICC varies from
technical to non-specific,
t he common thread
connecting themis that a
customer service
representative handl es al
calls, assigns a cal
request nunber, and tracks
it to conpletion. The
initial m ssion tasked the
call center to acconplish
three primary goals: to
connect custoners to the
ri ght support provider, to
ensure the caller’s issue
is tracked and nonitored

t hrough resolution, and to
track overall netrics.
Exanpl es of recent calls

i nclude one froma
custonmer requesting
techni cal assistance in
repairing the AN SPS-67
Radar. This call was
transferred to the
appropriate technica
organi zation for

assi stance and a sol ution
to the problem was
obt ai ned. Anot her
customer called requesting
the availability of a
nonst andard gate val ve for
an Auxiliary Steam System



The 1 CC | ocated a source
for the valve and provided
the customer with the
source’s name and phone
number. The val ve was
subsequently procured and
installed prior to

depl oynment. As anot her
exanpl e, the w dow of a
former service nmenber
cal l ed requesting

i nformation on survivor
benefits. The ICC
connected the custoner to
t he Human Resources Office
at FI SC San Di ego who
provi ded the appropriate

i nformati on and support.
Key to all these exanples
is the ability to map with
accuracy authoritative
sources of support in
advance of receiving the
call. The Source of
Support matrix mnust
account for technica
authority and policy

requi renents, be detailed
enough to connect to the
ri ght person, be broad
enough to handl e any
guestion when it cones in,
and be fl exible enough to
be rapidly accessed.
Meeting these requirenents
is not a sinple task under
any set of circunstances;
it is conplicated further
by the near constant
reorgani zati on the Navy
has experienced during the
past several years. In its
current form this Source
of Support Matrix is an

el ectronic file resident
in CDMD- OA (Configuration
Dat a Managenent Dat abase-
Open Architecture) that

identifies support

provi ders for shipboard
hardware and software.
This matri x was
constructed using data

t hat was assenbl ed during
Y2K equi pnment conpli ance
research as well as

i nformation from ot her
dat abases used to identify
equi pnment mai nt enance and
techni cal manual update
responsibility. Wth its
roots in shipboard

equi pnent, the APL
(al l owance parts list) is
t he key data el enent for
searching. As the role
has expanded, key data
fields for other service
areas have been
identified, standardized
and integrated into the
open architecture. Since
its inception, the cal
center has evol ved and
expanded its source of
support networK.
Utilizing a single, 1-877
nunber to provi de support,
the 1CC vectors calls to
t he appropriate support
provi der ( NAVSEA, NAVAIR,
SPAWAR, NAVSUP, FTSC,
etc.). In Septenber

1999, representatives from
each of the Hardware
Systens Conmands net to
di scuss a joint Navy

I ntegrated Call Center
(NICC). Agreenment from
each HSC representative
was gai ned and the NI CC
noved one step closer to
reality. This joint
venture produced an
agreenment and began the
process of fornulating a



single 1-800 number for
questions and concerns. As
a result of the Integrated
Shi p Mai nt enance and
Supply Readi ness (| SMSR)
group, a joint

Cl NCLANTFLT/ Cl NCPACFLT
nmessage, released in
February 2000, announced

t he use of a single 1-800
nunmber for support (1-877-
41-TOUCH). This decision
established the I1CC as the
Navy’'s | ntegrated Cal
Center. The initial nove
was not to elimnate other
wor ki ng 1-800 support

i nes, but rather to

i ncorporate theminto a
singl e, consolidated
support framework. In
addition to voice
capability, the NI CC has
the capability to receive
support requests via the
V\EB

(wwww. Anchor Desk. navy. m | ),
by SALTS transm ssi ons
(Anchor Desk), by E- mail
(hel p@Anchor Desk. navy. m |)
, or by Naval nessage
(Anchor Desk). The types
of support requests
handl ed t hrough el ectronic
subm ssi on incl ude
research requests, part

i nformation, technical
manual s, technica
requests, training,
warranty information,
techni cal docunentati on,
techni cal assi sts,

shi ppi ng information, and
f eedback reports.

PHASE TWO

Phase Two of the Distance
Support | nplenmentation

Pl an, the Di stance Support

Portal, expands the scope
of support provided,
brings the comuni cation
tools and infrastructure
access ai med at reducing
shi pboard workl oad to

depl oyed forces. To
establish the process and
infrastructure to deliver
this capability to

depl oyed units, via the

Di stance Support Portal,
fl eet support processes
and infrastructure nust be
adapted and transited to
utilize the existing tools
and technol ogy of e-

busi ness and i nformation

t echnol ogy. As
conmuni cati ons
capabilities rapidly
expand, disciplines and
protocol s that describe
how t hese technol ogi es
will be utilized nmust al so
be in place to protect
tactical sensitivities
whil e providing the

requi red support. In
February 2000, the

Har dwar e Systens Comrands
participated in a NAVSEA
sponsored Di stance Support
conference to coordi nate
and consolidate

i ndi vidual ly devel oped

Di stance Support Tel e-
Assi st initiatives. From
t he many out standi ng

Di stance Support
initiatives on display, a
col | aborative set of
capabilities were chosen
for inmplenentation into a
st andard, Di stance Support
Tel e- assi st package

sel ected for installation
on the LINCOLN Battle



Group. Follow ng the
establi shment of the

Di stance Support tool set
NAVSEA, teaned with the

ot her Partner Hardware
Syst em Conmands, Support
Commands, and the Fleet,
devel oped initial business
rules for the LINCOLN
Battl e Group and

associ ated support

organi zations. This
package provided the Fleet
with the first ever

i ntegrated, user-friendly
means to access the
support infrastructure.
Thi s package covered a
range of services

i ncl udi ng equi pnment

mai nt enance, supply,
technical /| ogi sti cs,

medi cal, training, and
mnistry, was installed in
conpl ete conpliance with
current directives and was
fully supported at the
time of installation. The
initial Distance Support
tool set available to the
Battle G oup via the

Di stance Support

Portal /CD, includes
Intra/lnter Collaboration,
E- support, NI CC, One-
Touch- Suppl vy,

Tel eMai nt enance,

Tel eMedi ci ne, Joi nt

Avi ation Techni cal Data
(JATDI), Sailor-to-

Engi neer, CNET, Navy
Lear ni ng Network, and
TeleM nistry. This

Di stance Support
initiative is the first
Navy i ntegrated,

coordi nated and bundl ed e-
busi ness fl eet support

initiative. Upgrades to
t he Di stance Support
package will be based on

Battl e G oup feedback,
fleet requirenments, and

t echnol ogi cal

advancenents. \hile
wor ki ng groups and team ng
efforts continue to

addr ess Bandw dt h/ | NTERNET
access and

SI PERNET/ NI PERNET i ssues,
evolving initiatives, such
as NMCI, ERP and TF WEB
shoul d be significant
enabl es to establish the
requi red conductivity,
security and shared data
environment. Commrenci ng
with the LINCOLN Battl e
Group, the Distance
Support package i s being
install ed on each
subsequent Battle Group.

Abraham Lincoln Battle
Group Di stance Support
Resul ts

The Di stance Support
Portal, proved to be an
extrenmely val uabl e and
useful support tool set to
the LI NCOLN Battle Group.
The E-support function

al l owed for electronic
access, in virtually any
form avail abl e, including
web-site

www. Anchor Desk. navy. m |,
emai

hel p@nchor Desk. navy. m |,
naval nessage address CAD:
ANCHORDESK, and SALTS.
The Col | aborati on/ Tel e-
Support portion of the

LI NCOLN Battle Group
package provided
intra/inter collaboration



ship to ship and ship to
shore access to technica
assi stance and materi al
support that significantly
i nproved materi al
condition and readi ness.
The ability to see and

di scuss problens in rea
time with a technica
expert in a virtual

envi ronment not only
reduced costs, but it

al l owed sailors to do
their jobs in a nore
efficient manner. The
ALBG utilized the tool set
provi ded by the installed
Di stance Support package
to conduct daily BG

mai nt enance and | ogistics
neetings that included
TYCOMS, NICC, CTF 53, C5F
and AOR. These daily
interactive neetings

al | owed the support
infrastructure to respond
in a fashion that produced
a reduction in time
required to cl ose CASREP
actions by 5 days.

I‘ | I nter Battle Group
Collaboration/Data Support

CONOPS

Collaborative
Response /

»|

24/7/365 Problem Identification/ -

Collaboration/Information
Help

Desk

ata Support

Phone
E-Mail
Web

Support Infrastructure
and Data Environment

— Notification
= Response
Resolution

Collaborative Resolution

Di stance Support was
utilized by the ALBG over
1600 tinmes and this
managed use of Di stance
Support tools had no

i npact on currently
avai | abl e bandw dth. The
advant age of a sinple,
common structure is that
users did not have to
navi gate a series of
conplicated steps to

achi eve desired support.
The current support
categories were designed
so a |limted nunber of

sel ections delivered the
user to the desired area.
Anot her advantage of this
sinple design is the
flexibility to incorporate
new support categories or
amend current categories.
Upgrades to the Distance
Support package will be
based on Battle G oup

f eedback, fl eet

requi renents, and

t echnol ogi cal
advancenents.

PHASE THREE

ggé%final phase is the
®tabl i shment of a shared
data environnment t hat

all ows for genuine sharing
f know edge between the
| eet and SYSCOM support
nfrastructure. This is
ey to the ability to
enhance performnce, and
reduce |life-cycle cost and
support resource

all ocation tactical
decisions. This data
enVironment nust allow for
sinple data entry to
ensure its use on a
regul ar basis at a fine



| evel of data. It nmust

al so be easily mani pul at ed
around a few highly

st andar di zed data el enents
to allow for accurate data
processing. The resulting
know edge nust be used as
a proactive tool where
service providers are

t aki ng action to support
ship’s needs even before
that need is recognized
onboard ship. Building on
exi sting infrastructure,

t he shared data

envi ronnent will provide
bot h users and providers
with real tinme access to
performance data and
metrics. The real tine
access will allow nanagers
and planners to make
better, nore rel evant

deci sions. The Di stance
Support effort has
established a

col | aborative structure,
process and standard set
of metrics/data el enents
to support the shared data
envi ronnment of the future.
Initiatives underway such
as the Enterprise Resource
Program (ERP), 1T-21, Navy
Marine Corp |nternet

(NMClI') and Task Force VEB
are all key enabl ers of

t he Di stance Support
program and cl ose wor ki ng
relations with these
groups have been

est abl i shed.

Di stance Support Course
for the Future

The success of the

Di stance Support program

in the ALBG depl oynent has
pronmpt ed ClI NCLANTFLT to
call for a nore rapid
insertion of this
capability in the fleet
t han had been previously
pl aned, as a result we are
currently finalizing
installation planning for
over 140 ships within the
next 6 nonths, these
installations will allow
all LANTFLT platforns to
utilize the advant ages
gained by this capability
in the very near future.
The next iteration of
Di stance Support w ||
provide a capability to
the fleet that has never
been avail abl e before, it
wi Il include the use of
| arge anounts of platform
resident data that is
tailored to the ships
requi renments and their
position in the Inter
Depl oynment Trai ni ng Cycle.
It will incorporate an
intelligent search engine
(currently under
devel opnent) that wll
search all platform
resi dent data, then al
battl e group resident data
and finally, if the
request is still not
satisfied, transmt the
request to a mrror search
engi ne ashore. This
mrror will then search
all authoritative data
sources within the
Know edge Managenent
Center ashore and provide
a solution if one resides
in these databases, if
still unresolved the

10



request for support will is the answer to the
be transferred to the NI CC optimally manned shi ps of
for human intervention. the future.

i e View of thefuture:
g Son Hierarchy ™

#1-Intra-Ship Search

7 p

Infosmm
doe am

Ihen Teechanbaps y)
T Ly

KOWIe 1l e
Managenmein

Distance Support Services

» Content Delivery

» Collaboration Environment

» Customer Relations M anagement

The next step is vital
toward achi eving the end
goal of a know edge
centric, shared data

envi ronnent. The
tactically significant
areas of focus are
infrastructure support and
peopl e support. For
infrastructure support the
areas addressed are

mat eri al support, repair
pl anni ng, and real tine
mat eri al & manpower

i ssues. For people
support, quality of life
wi Il be inproved by

addr essi ng human factors
of fatigue and

di straction, health care,
sel f/ career devel opnent,
wor k reducti on,

i nformati on access, and
reduced dead tinme. From
aviation issues to virtual
technical assists to

trai ning, Distance Support
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Concl usi on

The Di stance Support
Program has experienced
great success and

est abl i shed significant
corporate team ng and

i nteraction between the
Partner System Commands,
support infrastructure,
and the Fleet. As such,
Di stance Support w |
continue to be a key
enabl er to adapt today's
support infrastructure and
busi ness processes to

i nprove Fl eet support and
Quality of Servicel/lLife.
VWhen fully inplenmented,

Di stance Support wl|
optim ze current services,
reduce redundancy, and
transform the shore-based
infrastructure needed to
nmeet the changing

envi ronnment of the 21st
century. Distance Support
will | everage Navy System
Commands, Fl eet Resources,
and | ndustry partners
within a shared data

envi ronnent to provide the
nost responsive and
efficient support to our
sail ors anywhere in the
worl d. The know edge
managenent ability gai ned
t hrough Di st ance Support
will enable the Navy to
optim ze resource

all ocation in al nbst every
area whil e inproving

f eedback and perfornmance.
The Di stance Support
package installed on

LI NCOLN Battle Group is
the first step toward
providing full-service,

seaml ess custoner support
that builds on existing
functionality, reduces

shi pboard wor kl oad, and
sinplifies use by the
sailor. The concept is
sound, universally
accepted, to nake this a
vi abl e, successful
endeavor, all participants
nmust conti nue work toward
t he common goal of

provi ding service to the
Fl eet that enhances the
Warfighter’s ability to
carry out the assigned

m ssion. Evol ving
initiatives, such as
NMCI , ERP and TF WEB shoul d
be significant enables to
establish the required
conductivity, security and
shared data environment,
however this strongly
forged team of Fleet
Commands, Systens
Commands, and

col | aborative support

i nfrastructure ashore nust
continue to | ead the way
for process and cul tural
change. This

col | aborative
infrastructure will be
essential for the
optimally manned,
contractor supported

pl atforns of the future.
The communi cati on, shared
data environment, and fl ow
requi renment objectives for
Di stance Support today are
i mportant steps toward the
Knowl edge- Centric Navy of
the future to nanage and
process the flow of

i nformati on nore
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efficiently,

ensuring

naval superiority.
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